I. Introduction
The Indian commercial banks can be classified into two categories namely, public sector banks and private sector banks. There is a drastic change in both private and public sector banks due to the modern information and communication technologies and their applications. By adopting effective knowledge management strategies either directly or indirectly the banks are achieving their goals and objectives. Among the Indian commercial banks the new private banks and state bank of India are performing better than the other banks. These banks are in the forefront for providing better service options and benefits to the customers. The new technology drivers such as IT and ICT made the banking business more challenging and encouraged to bring reforms in several areas such as e-banking, ATM, EDI, EFI, online banking Tele banking. For effective implementation of all these initiatives one major consideration is Knowledge management (Khalid Alrawi et. al (2009)). Bhogaraju (2005) mentioned both knowledge sharing and reuse is to be encouraged in all organisations to achieve the sustained strategic commitment of employees.
To a large extent for many banks the Knowledge management capabilities dictates their long term prosperity. The analytical thinking and utilisation of knowledge within the organisation create a competitive edge over others. There are several instances where knowledge management brought success in their performance. World Bank, Bank of Montreal, Reserve bank of India and Deutsche bank are some examples to mention the success of knowledge management in banking industry (Samir Baruah (2008) , Chamindra Chiran Jayasundara (2008), Suvarchala M.B. (2013), Sudharani et al (2013) ). Yogeswaran and Selvaraj (2011) studied the knowledge centric human resource management and stated that knowledge management has a significant role in bank's success or failure. They compared the human resource practices in ICICI bank and SBI. Rita Yi Man Li (2012) reviewed the knowledge management through sharing , creating and disseminating knowledge in developing countries' banking industry and stated ICICI bank is the only bank which is implementing knowledge management in a structured manner and more professionally. In India the first commercial bank which adopted knowledge management as a key driver for its professional development is ICICI bank.
The success of ICICI bank is due to its professional management and adopting the modern methods of best methodologies and practices. One of the most important initiatives the bank adopted in 2002 is the implementation of Knowledge management strategy. As a result of this initiative the bank has established as one of the best private sector bank in India (Anurag.B.Singh and Priyanka Tandon (2012)). The development, performance and growth of the bank during the last ten years is needed for all stake holders of the banking sector to understand the effective drivers of banking sector in India due to privatization and knowledge management implementation. Hence, in this paper we discuss the implementation strategy of Knowledge Management and its impact on development and growth of a private sector bank namely, ICICI Bank over a decade. The experiences and issues of knowledge management in ICICI bank provide insights and ideas for implementing best practices in other commercial banks.
II. ICICI Bank
ICICI bank is the largest private sector bank and the second largest bank in India by assets and third largest bank by market capitalization. It provides spectra of banking services to retail and corporate customers. It is an Indian multinational commercial bank. Its head quarters are at Mumbai having operations in 19 countries including U.S.A, Singapore, Bahrain, Hongkong, Srilanka, Qatar and Dubai. It has subsidiaries in United Kingdom, Russia, Canada, Belgium and Germany. As on 2013 march 31 st , it has 3350 branches and 10486 ATM's in India (ICICI bank 19 th annual report and accounts 2012-2013). The Industrial Credit and Investment Corporation of India an Indian financial institute started in 1954 was the origin for ICICI bank. In 1998 ICICI bank launched its internet banking operations. In 2000, it is the first Indian bank being listed on New York stock exchange. In 2010, it has acquired bank of Rajasthan. It is the first Indian bank that helped in setting the CIBIL in 2000. It has taken several initiatives in implementing programs for social development under corporate social responsibility (ICICI Bank bulletin 2012).
III. Knowledge Management in ICICI Bank
ICICI bank has initiated knowledge management strategy in the year 2000. Since then it became an important operational initiative for gaining success in its development and expansion. The knowledge management strategy also became robust in the bank through its flexibility, innovative methods and effective scientific tools, which are well accepted by the employees of the bank. When the knowledge management strategy was initiated the bank was having only just 1200 staff. Because of the key important role adopted by knowledge management group, the bank has become the second largest bank in India today.
The knowledge management initiative was started when the bank's growth was ignited with professional management methodologies. The bank adopted a strategy of linking technology with infrastructure through corporate intranet, ICICI universe which provide a platform for employee to habituate towards technological utilizations. Employees were provided computer training and access to the personal files in HR through intranet. These activities have encouraged the employees and to get acquainted with web based applications and to overcome any fear towards technology. It also created interest in employees of the bank to visit the portal more frequently.
The first initiative of the bank towards the knowledge management is floating the idea of knowledge management as a simple routine activity but not as a project. This is created by providing the staff facility of intranet through which they can participate in collaborative activities and shares their knowledge with discussions and contributing towards knowledge repository. In 2002 the ICICI bank had a reverse merger with its parent organization with ICICI. Then the knowledge management team has restructured its strategy to suit for the new corporate. The initial issues for the knowledge management team in ICICI bank were: bring interaction and collaboration among the vast pool of employees, sharing of business information related to clients deals and ideas among the employees, change management through effective communication channels, addressing the problem of knowledge pool iteration and training and skill development of employees towards knowledge management. These issues were well tackled by creating zeal among staff towards acquiring, sharing and disseminating knowledge. The creation of the knowledge management culture has educated and made the employees to think positively and professionally towards external competitive challenges of the business and to stimulate for getting new thoughts, ideas and ways of working.
The bank has developed the wise guy in the knowledge management intranet portal which was easily accessible from the main staff portal for capturing and disseminating knowledge of its employees. To develop the wise guy a group of people from different departments such as HR, technology research and knowledge management were put together and given the responsibility. Eventually it became a part of bank's intranet. All interested people were given login ids, passwords by the system administrator. To generate the awareness of wise guy mails were sent to all the employees and banners were put on the intranet site. It was introduced to create the culture of knowledge sharing and provided a frame work to bring together the virtual team.
The both explicit and tacit knowledge in ICICI bank was captured and compiled. The facet knowledge in the organization was procured by motivating the employees to share and record their experiences, thinking competitive, commitment and deed. To sustain interest of employees towards knowledge management the employee contribution in the wise guy were acknowledged. The confidential sections in the wise guy are maintained by the administrator. The privacy and security of confidential information for all sections were well protected. The contents of the wise guy portal are discussions, queries, edited contributions, books, training calendar, vendor, internal and external reports events, captured of line lectures and presentations. In the wise guy portal the knowledge events were organized from time to time and employees will interact with top management are experts. The web portal with a treasure of knowledge is providing answers, standard templates, formats, agreements and guidelines.
The importance of scalability of the knowledge management portal cannot be under estimated. It recorded one million logins in 2004, just in 2 years after the site was redesigned. The number of staff using the knowledge management portal has increased abnormally on an average about 10,000 users visit the site daily. More than 50 divisions in ICICI bank contribute and publish their knowledge in the knowledge management portal. There are more than 25,000 individual items and about 1,500 daily searches for information. There are about 10,000 interacts to posting in the portal. These interactive sections include discussion forums, book reviews and query boards, the rewards and recognition schemes, single point lessons, etc.
The document management system of provides a structural view of its content. It provides the personalized content access to the specified users. The collaboration was improved through theme specific interfaces. It contains centralized and distributed publishing capabilities. The business groups can create their own mini domain through data driven approaches. The sub modules contain a variety of sections.
The major contributions of knowledge management in ICICI bank are: It helped the bank to create a culture of knowledge through creation of a common knowledge store in the bank. The staff are identified in house expertise and sources of knowledge through trouble shooting. It developed a sense of belonging and ownership among staff and improved commitment. It provided good decision making ability to the employees. It created a means and ways for up gradation of employee skills. It provided an opportunity for all employees to interact with other departmental staff and improve other departmental cooperation. It provided a platform for employee recognition for contribution of knowledge to the bank repository. In addition to these benefits the company enjoyed a lot of intangible benefits through the knowledge management.
The knowledge management program in the ICICI bank was not taken up as a top management directive but it is a culture of employees working with the knowledge management program. The employees associated with the knowledge management program realized the value and benefits they get and proud to become a knowledge management associate in the bank. The personnel associated with knowledge management are thinking that their work place is not mere physical location, but it is a place for knowledge improvement and professional development. The satisfied users of knowledge management support the system through system handling behaviour such as knowledge sharing, self help, and collaboration.
In addition to the knowledge portal the ICICI bank had initiated several other knowledge management practices. They are wise Wednesday, brown bag, daily dose, learning matrices and the corporate information bank. As some of the senior people were hesitant to share their knowledge through the web portal, the knowledge management team has invited those people to share their facet knowledge through an informed manner. These people were given importance and made them to share their experiences and ideas through informal gatherings. The initiative is known as wise Wednesday and the bank has conducted more than 400 knowledge leader series in various topics covering finance internal business leadership and strategy during the last 10 years. This initiative has helped the bank to popularize knowledge management.
Another initiative of knowledge management in the bank is creation of zeal towards learning across the groups. The employees in the corporate offices are invited to bring a presentation on a particular subject along with their lunch to the web conferences and live web casts. The users of knowledge management can participate from any location and share their ideas, with these notable individuals. This has encouraged the staff to get self motivation towards knowledge creation and sharing. Another important initiative of knowledge management introduced in the bank is corporate learning. In this strategy the ability of the employee to learn from teammates across the groups is encouraged. This has created a learning environment in the bank through push mechanism and collaboration. This initiative is known as the daily does which present the summary of items which are new in the banking business and the portal. This daily does includes opinions, feature headlines, poles, customer appreciations, happenings, newsletters and other updates of the events. By delivering this information directly to the mail box the knowledge management team is able to disseminate and distribute knowledge to the bank employees in the morning itself. This became an important part of their work for all the employees associated with the knowledge management. This daily does lend high profile to the knowledge management initiatives.
Another important initiative of knowledge management in the bank is news room, in which the daily news headlines are published on the internal space of the bank. All employees are able to refresh their knowledge through the news letter published by business group media releases which provide the information on their computers. The one page reviews on several topics, various expert opinions, on banking problem articles, training modules and online research tools are provided through knowledge mailers. The knowledge management team has created a query board which includes a repository of questions which were frequently asked by their employees. This also includes the queries and answers related to the banking operations. Through this query board the knowledge management team established an online general discussions forum in which the employees can share their knowledge on different domains through intranet. The query board serves as the fastest and reliable sources for doubt clarification or work rule procedures, policies, technical know -how and many more related to the working problems. In addition to these the knowledge management team offers a general discussion forum on the intranet. So that the employees can share their ideas and suggestions regarding business finance economy related topics and highly related operations of the bank.
With all these knowledge management initiatives the employees are able to create organizations intellectual capital. In ICICI bank knowledge management is adopted not just like a technique or practice for the organization development and growth, but it is implemented through its philosophy of change management in the people, processes for quality and continual improvement. Every employee associated with the knowledge management in the bank felt that it is an opportunity for them to develop themselves to excel in their day to day activity. The culture in the bank has changed and it became a key to encourage the employee participation for knowledge capital. The employees are well rewarded and recognized in the bank and are provided with Kpoints for their contribution in knowledge through writing the articles, uploading the documents, posting the queries, responding the queries, initiating the discussions, rating the discussions etc.,. The people who spoke in the knowledge leader series are given certificates signed by the CEO of their bank. The bank is having a well structured knowledge management strategy and it is reviewed and monitored by top management periodically (Deepu Prabhu (2006)).
IV. Growth and Development of ICICI Bank
The growth and performance of a bank is highly influenced by the best methodologies and practices adopted. Since inception, the economic policies of the ICICI bank are sound. There is a significant growth in all operational parameters of the ICICI bank during the last decade. The adoption of internet banking, tele banking, etc., has provided ample opportunity for the bank to improve its performance. After the liberalization policy in early 1990, the government of India has licensed private sector banks. During that period the ICICI bank was established as Tech -savvy bank. The rapid growth in the economy of India up to 2006 -07 has revitalized the banking sector in India and the ICICI bank has a strong contribution for Indian commercial banking sector.
To understand the growth and trends of ICICI bank the data on the performance parameters such as deposits, current deposits, savings bank deposits, CASA deposits, share of CASA percentage, advances, investments, working funds, total expenses, interest expenses, staff expenses, other expenses, total income, interest income, other income, gross profit, provisions and contingences, net profit, gross NPA, net NPA, staff strength, number of branches, the ratio of non -interest of income to total income, the ratio of spread to average working fund, the ratio of establishment expenses to average working fund, the ratio of other expenses to average working fund, the ratio of gross profit to average working fund, return on assets, return on average assets, total business, business per employee, business per branch, net profit per employee, gross profit per employee, gross profit per branch, net profit per branch is collected from ICICI annual reports, RBI reports from the year 2002 to 2012 along with their annual compound growth rates. For comprehensive analysis these 32 parameters are divided into 7 categories. They are:
1. Deposits: consisting of total deposits, current deposits, savings bank deposits, CASA deposits. 2. Funds: consisting of advances, investments, working funds, and average working funds. 3. Expenses: consisting of total expenses, interest expenses, staff expenses, other expenses. 4. Income and Profit: consists of total income, interest income, other income, provisions and contingencies, gross profit, net profit 5. Assets: consists of gross NPA, Net NPA, return on assets, return on average assets. 6. Business parameters: consists of net profit per branch, gross profit per branch, business per branch, business per employee, net profit per employee, gross profit per employee. 7. Ratios: consists of spread to average working fund, expenses to average working, other expenses to average working fund, capital to risk weighted ratio.
Deposits:
Deposits are the most impartment parameters indicating the customer confidence and trust worthiness of a bank. Table 1 presents the growth of deposits which includes total deposits, current deposits, savings bank deposits, CASA deposits and their annualized compound growth rates for the period 2002 to 2012. The trend curves of different types of deposits are shown in figure 1. From Table 1 
i.
Advances And Funds: Table 2 presents the information regarding the advances, investments, working funds and average working funds of ICICI bank during the period 2002 to 2012 and their annualized compound growth rates. Graphs 2a, 2b, 2c and 2d show the trend curves of advances, investments, and average working funds respectively. From Table 2 However, these working funds again increased from the year 2011 onwards. In the year 2012 the annual compound growth rate of the working funds in the bank is 16.59%. The average working fund is the important parameter in the banking performance. The average working fund in the bank is also increased from Rs. 
ii. Expenses:
The banking performance is also influenced by the expenses incurred in its operation. The expenses can be primarily considered into 3 components. Namely, (1) Interest Expenses (2) Staff Expenses and (3) Other Expenses. The sum of all these three expenses is known as total expenses. In addition to these 4 parameters another component usually considered is provisions and contingencies. Hence, to study the performance of ICICI bank the information on the expenses incurred during 2002 to 2012 and their annualized compound growth rates are collected and presented in Table 3 . Figures 3a to 3d show the trend curves of total expenses, interest expenses, staff expenses, other expenses and provisions & contingencies respectively. From Table 3 iii.
Income and Profits:
The income and profits are the most important financial parameters for measuring performance of any commercial bank. The five components namely, interest income, other income, total income, gross profit and net profit play a major role in the efficiency and rating of a bank. Accordingly the income and profit in the ICICI bank during 2000 to 2012 with their annualized compound growth rates are collected and presented in Table 4 . The trend curves of total income, interest income, other income and net profit are shown in Figures 4a,  4 , 4c, 4d and 4e respectively. From Table 4 and Figures 4a to 4e it is observed that the total income in the bank has increased from Rs. 
iv. Assets:
Assets are another important financial factor of the growth and stability of any commercial bank. The parameters with respect to assets in a bank can be classified in to two categories. They are : 1) nonperforming assets and 2) revenue generating assets. The performance of these assets can be measured through return on assets, return on average assets, gross NPA and net NPA. Table 5 shows the growth of these 4 parameters over the years 2000 to 2012 and their compound growth rates. Figures 5a, 5b , 5c, and 5d show the growth curves of return on assets, average return on assets, gross NPA, and net NPA. From Table 5 
v. Business Performance Parameters:
The operational performance of the bank is evaluated through the growth of the business parameters such as total business, business per employee, business per branch, net profit per employee, gross profit per employee, net profit per branch. Hence, the data on these parameters over the periods 2000 to 2012 is collected and presented in Table 6 , Figures 6a, 6b , 6c, 6d, 6e, and 6f represent the growth curves of total business per employee, net profit per branch and gross profit per branch respectively. Table 6 and Figures 6a to 6f it is observed that all parameters related to the business are increasing. The total business in the bank increased from Rs. 
vi. Performance Ratios:
In commercial banks the performance ratios play a dominant role with respect to the development of the bank. The major ratios usually considered are (1) Ratio of spread to average working fund. Table 7 
V. Conclusions
This paper deals with the knowledge management initiatives adopted during the last decade in a private sector bank namely, ICICI bank and its performance and growth. The knowledge management is basically meant for utilizing the knowledge within the organization through acquiring, storing, and sharing for problem solving strategic planning and integrating with effective decision making. Realizing the importance of Knowledge Management the ICICI bank has started implementing it since 2002. The various strategies of integrating IT and ICT with knowledge acquisition and sharing made the bank to provide a successful story for other commercial banks to follow. They have adopted various, management tools such as developing a KM Portal (Wise Guy) and implementing the other initiatives such as brown bag, wise Wednesdays, corporate learning, dairy dose, developing query boards, organizing seminars, encouraging employees etc,.
The Knowledge management initiatives in ICICI bank made a tremendous impact on the performance of the bank in various operational parameters such as deposits, current deposits, savings bank deposits, CASA deposits, share of CASA percentage, advances, investments, working funds, total expenses, interest expenses, staff expenses, other expenses, total income, interest income, other income, gross profit, provisions and contingences, net profit, gross NPA, net NPA, staff strength, number of branches, the ratio of non -interest of income to total income, the ratio of spread to average working fund, the ratio of establishment expenses to average working fund, the ratio of other expenses to average working fund, the ratio of gross profit to average working fund, return on assets, return on average assets, total business, business per employee, business per branch, net profit per employee, gross profit per employee, gross profit per branch, net profit per branch. The information on these parameters is analysed through computing annualized compound growth rates and plating the trend curves for the period 2002-2012. These 32 parameters are grouped into seven factors namely, Deposits, Funds, Expenses, Income and Profits, Assets, Business Parameters and Performance Ratios. From the analysis it is observed that the performance parameters have recorded an increasing trend over the period 2002-2012 in spite of several challenges the bank has been encountered due to various factors like global recession, employ iteration. The ICICI bank is one of the few private sector banks which are having sound financial stability during the world economic crisis period 2008-2010.
The implementation of Knowledge management strategy at ICICI bank is providing lot of insights for other commercial banks to deviate from their traditional methods of face to face knowledge sharing and documentation systems. It is a prominent consideration now for all commercial banks to adapt effective and efficient Knowledge management in order to improve a customer satisfaction and to sustain in the present day competitive banking environment.
